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A little about who we are

We’re a locally based, Australian energy retailer 
Australian Power & Gas is a modern and proudly Australian company delivering simply smarter energy 
solutions for your home. Our team is based locally, and since we opened for business in February 2007, 
we’ve been signing up thousands of customers each month.

Our focus is on customer service  
We understand how important it is to be treated with respect and have your questions answered 
promptly and accurately. At Australian Power & Gas, we make sure customer service is one of our 
highest priorities. You can call us on 133 298, anytime from 8am to 7pm on weekdays and from 9am to 
4pm on Saturdays, or if it’s easier, email us at enquiries@australianpowerandgas.com.au

We provide you with simply smarter energy 
With all the things going on in your busy life, dealing with your energy company is probably not at 
the top of your list! That’s why we aim to provide our customers with greater simplicity, efficiency and 
fairness.

We‘re a team with many years experience in the energy business and have seen firsthand how other 
energy companies do things. We’ve seen what works and what doesn’t and we’ve built a company 
from scratch to do things a better way.

We’re fully licensed and listed on the ASX
Australian Power & Gas has all the necessary government permissions to be an energy retailer across the 
eastern seaboard and in South Australia. Our New South Wales licences to sell gas and electricity were 
granted by the Independent Pricing and Regulatory Tribunal.

We’re also proud to be Australian owned and run, and listed on the Australian Stock Exchange (ASX), 
under ASX code APK.  As our customer, you’ll still receive your energy in the same way as always, but 
you’ll receive it at competitive prices and from a team who really understands you and what you want 
from your energy retailer.

THIS WON’T CHANGE - We buy gas 
and electricity (including greentricity) at 
wholesale rates from the energy market.

THIS WON’T CHANGE - We pay 
network companies to transport the 
gas and electricity to customers.

THIS WILL CHANGE - Your account 
will now be sent to you by Australian 
Power & Gas. We bill our customers 
for the energy they have used and the 
costs associated with supplying energy 
to their home.
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What to do if you’re thinking about cancelling

If you’re thinking about cancelling, or another energy retailer has offered you a plan you think might 
be better, please call our New Customer Hotline on 1800 220 272, anytime from 8am to 7pm on 
weekdays. This is a freecall number from landlines.

We value your feedback as it enables us to continue to improve our business as well as our customer 
service. That’s why we’d like to know why you’re thinking of cancelling your energy contract and learn 
from your feedback. If we can’t resolve the issue for you, we’ll organise your cancellation as quickly and 
smoothly as possible.

Cancellation of your energy contract must be done within 10 business days from the date you agreed to 
your energy contract with us to avoid paying any contract cancellation fees.

If you cancel your energy contract, you must return any goods provided to you as part of your energy 
contract and if we have supplied you with energy or connection services prior to the cancellation of your 
energy contract, then any changes for this will be payable by you.

What to do if you have an enquiry or complaint

From time to time, you may have questions about:  
	 •	 our provision of services;  
	 •	 the quality, reliability and safety of the energy supplied to you;  
	 •	 payment options available to you;  
	 •	 options if you are having trouble paying your energy account;  
	 •	 how to make enquiries or lodge complaints; or  
	 •	 the role of the Energy Ombudsman.

When questions arise, please call us on 133 298 (for the cost of a local call), anytime from 8am to 7pm 
on weekdays or from 9am to 4pm on Saturdays, or email enquiries@australianpowerandgas.com.au.

If you’re not happy with our resolution of your complaint, you can contact the Energy & Water 
Ombudsman NSW (EWON) via:
	 Phone:	 1800 246 545; 
	 Fax:	 1800 812 291; 
	 Email:	 omb@ewon.com.au; 
	 Mail: 	 Energy & Water Ombudsman 
			   PO BOX 1343 
	 	 	 Haymarket NSW 1240; or 
	 Web: 	 www.ewon.com.au 
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Your payment options

The easiest and most convenient way to pay your energy account is via direct debit. To find out more 
about direct debit, please call us on 133 298. 

There are other ways you can pay your energy account, including:
	 •	 over the phone or online from your cheque or savings account, Visa, Mastercard or
 	 	 American Express card;
	 •	 by cheque through the mail; or
	 •	 in person at any Australia Post using cash, cheque or bank account (EFT).

Up to date payment options will always be outlined on the accounts you receive from us, so check each 
account for full details.

If you’d like to start making payments on your energy account now, please call 133 298 and ask us for 
your Account Reference Number and biller codes.

Are you eligible for concession rebates or our Energy Support Program?

You may be eligible for concession rebates available to energy customers in New South Wales. Details 
about the concessions available are shown on the following page. More information on concessions can 
also be found at www.deus.nsw.gov.au/householders.asp or by calling the NSW Department of Energy, 
Utilities and Sustainability on 02 8281 7712.

If you’re having trouble paying your account and need a little support, you might be eligible for our 
Energy Support Program. Call our dedicated credit specialists on freecall number 1800 007 225 and we 
can tailor a solution to suit your needs. The earlier you call us, the better.
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Some details about your plan

Here’s a little more information about your plan with us, which you should read with the first letter we 
send you, outlining the features of your plan and your energy rates. 

If your energy rates ever change, we will always let you know by your next energy account.   In addition 
to the charges you pay us for your actual energy consumption, you will also be required to pay us:
	 •	 new or increased charges or taxes that are imposed on us by the government or other industry  
		  participants relating to the supply of energy to you.  We will let you know if this happens, no  
	 	 later than your next energy account;
	 •	 charges or increased charges for connection services for your premises;
	 •	 all charges for the energy supplied and damages for connection services, if you provide us  
		  with less than 28 days to discontinue the supply of energy to your premises. This will cease  
		  when your energy supply is discontinued or transferred, or you enter into a new energy supply  
	 	 contract;
	 •	 charges payable to the energy distributor if the supply to your premises is discontinued;
	 •	 charges for meter readings at a time other than as scheduled by the energy distributor in the  
	 	 ordinary course of the meter reading cycle; and
	 •	 our costs for recovering any unpaid billed amounts from you. 

Concession rebates
Frequency Eligibility

Energy Blackout Compensation payment. A capped annual 
amount applied.

	 •	 Metropolitan customers who suffer more 		
		  than four 4-hour outages in a year or any  
		  outage of longer than 12 hours
	 •	 Non metropolitan customers who suffer  
		  more than four 5-hour outages in a year or  
		  any outage of longer than 18 hours.

Pensioner Energy* Annual rebate which appears as a credit on 
your electricity account.

Holders of the following may be eligible:
	 •	 Centrelink Pensioner Concession Card
	 •	 Department of Veterans’ Affairs Pension  
		  for War Widows or War Widowers
	 •	 Disability Pension – ‘totally and  
		  permanently incapacitated’ (TPI)
	 •	 Disability pension – ‘extreme  
		  disablement adjustment’ (EDA)

Life Support An electricity account rebate is available for 
each type of medical equipment used in your 
home that is necessary to sustain a life.

Eligible equipment includes:
	 •	 PAP devices
	 •	 External Feeding Pump
	 •	 Phototherapy Equipment
	 •	 Home Dialysis
	 •	 Respirator / Ventilator
	 •	 Oxygen Concentrator

Energy Accounts 
Payment Assistance 
(EAPA)

Available as a result of short-term financial crisis 
(not available on an ongoing basis).

Applications for EAPA vouchers to be made 
through participating Community Welfare 
Organisations (CWOs) such as the Smith 
Family, St Vincent de Paul or the Salvation 
Army, where the claim will be considered and, 
if appropriate, issued.

* A concession can only be claimed if the energy account is in the name of the eligible person.
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How we protect your privacy (our Privacy Policy)

Your right to privacy with Australian Power & Gas 
When it comes to your privacy, we must comply with the Privacy Act 1988 (Cth) and the National 
Privacy Principles, which set out standards and rules for the use, collection, disclosure and access of your 
personal information, which is information that can be used to identify you, such as your name or any 
information attached to your name.  

What personal information can we collect?
We can only collect personal information that relates to our business activities and is in accordance with 
the law. We’ll always let you know the purpose for collecting your information before or at the time 
we collect it, except where that’s not practical, such as when we receive an unsolicited email from an 
enquiring customer.

We’ll take all reasonable steps to make sure the information we collect is accurate, complete and up to 
date. 

Complaints relating to our privacy management practice can be raised with our Privacy Officer whose 
contact details are shown on page 8. We also have a complaints handling procedure, shown in the 
section ‘What to do if you have an enquiry or complaint’ on page 3, that will ensure the complaint is 
dealt with in an efficient and effective way to maximise customer satisfaction. You can obtain a copy of 
that procedure on our website or by calling us on 133 298.

In order to provide our products and services to you, we’ll collect your name, address, date of birth, 
telephone numbers and email address. Other personal information used for identification purposes such 
as your licence, passport or medicare numbers may be collected, but we won’t use this information to 
identify you in our own system.

If you don’t want us to use, collect, disclose or access your personal information, please let us know at 
the time we request it or at any time by contacting our Privacy Officer on the details provided on page 8.

Why will we collect your personal information?
We may collect personal information from you in order to:
	 •	 supply you with our products and services;
	 •	 provide you with information about our products and services;
	 •	 confirm the identity of a person prior to answering customer service or account management  
	 	 issues;
	 •	 allow you to take part in promotions, surveys or competitions that we conduct from time to  
	 	 time; or
	 •	 confirm your eligibility to receive government rebates and concessions.

How do we use your personal information?
We will only use your personal information to supply you with our products, services or information, 
or for a related purpose, (except in the case of sensitive information, where it will be a directly related 
purpose) to the extent permitted by law. We will keep your consent to use this information for any 
other purpose.
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In order to be able to provide you with our products and services, we may share your personal 
information, to the extent that is necessary for us to provide you with our products and services, with:
	 •	 network operators that we work with to supply energy to you;
	 •	 service providers that assist in providing our products and services to you, including  
		  organisations that assist with credit checks, meter reading, billing, customer service, debt  
	 	 collection, technology and security services;
	 •	 professional advisers including lawyers, marketers, business advisers and auditors;
	 •	 credit-reporting and fraud-checking agencies; or
	 •	 other contractors that assist us in providing our products and services to you.

We may also disclose personal information to a related body corporate or as required by law.

We’ll always try to gain your consent to use your personal information (other than sensitive information) 
for direct marketing relating to our products and services. Where that’s not practical, and where you’ve 
not previously indicated that you don’t want to receive direct marketing materials, we will only send 
them to you:
	 •	 where we do not charge you to opt out of receiving direct marketing materials;
	 •	 where we prominently advise you of your right to opt out from further direct marketing; and 
	 •	 where we provide our contact details.

How do we protect your personal information?
All our employees, contractors, service providers and advisers are contractually obliged to respect the 
privacy of your personal information. Where your personal information is stored electronically to protect 
this information we will use secure servers, encryption of electronically transmitted data and disaster 
recovery procedures. Hard copy personal information will be kept secured in restricted areas.

How can you access or update your personal information?
If you wish to know what information we hold about you or think the information about you might not 
be accurate, please let us know. The law may, in certain circumstances, require us to limit your access to 
your personal information.

Transferring personal information overseas
We may send your personal information overseas for the purposes set out in this policy in the following 
circumstances:
	 •	 to comply with our contractual obligations to you or a third party (the contract being in your  
	 	 interest);
	 •	 where the overseas organisation receiving the personal information is required to handle that  
		  information in a manner substantially similar to that set out under the National Privacy Principles  
		  or does so under a binding contract with us that requires their compliance with the National  
	 	 Privacy Principles;
	 •	 you have consented to the transfer; or 
	 •	 the transfer is for your benefit and it’s impractical to seek your consent, where your consent is  
		  likely to be given.

Whenever we send personal information overseas in this manner we will continue to comply with all 
Australian legal requirements in relation to its use and storage and local legal requirements if they are 
more onerous.
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Variations to our Privacy Policy
We may from time to time update this policy, but you can download the latest version from our website 
or request one by contacting us on the details below. 

Where can I get further information about privacy?
Phone:	 133 298
Email:	 privacy@australianpowerandgas.com.au 
Mail:		 Australian Power & Gas Company Limited – Privacy Officer
		  Locked Bag 5004
		  Royal Exchange, Sydney NSW 2000

You can also get more information from the office of the Privacy Commissioner. Their website is 
www.privacy.com.au
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New South Wales 
market contract terms 
and conditions
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1. Key things you need to know about your Energy Contract

1.1 What is an Energy Contract and who does it apply to?
Your Energy Contract is a negotiated customer supply contract between you, a Small Retail Customer, and us. Your Energy 
Contract consists of 3 documents:
	 •	 the Energy Offer;
	 •	 the Pricing Schedule; and
	 •	 these Terms & Conditions (this document).

Together these 3 documents form a legally binding agreement between you and us. Copies of your Energy Contract can be 
obtained by calling 133 298.

We agree to supply to your premises energy (electricity, natural gas or both) and perform other obligations set out in the 
Energy Contract. The energy to be supplied by us is as selected by you and stated on the Energy Offer. In return you agree to 
pay the amount billed by us, and perform your other obligations set out in your Energy Contract. It’s really about keeping it 
simple and fair to both parties.

1.2 What is the term of your Energy Contract?
Your Energy Contract starts on the Commencement Date and will continue until the Expiry Date unless cancelled earlier. 

1.3 What if you change your mind?
We understand that things can change and if you change your mind that’s fair enough. If you change your mind, you can 
cancel your Energy Contract without being liable to us by giving us written notice that you wish to cancel your Energy Contract 
within 10 days of the Commencement Date (other than in the limited circumstances detailed in clause 1.5). It’s called a cooling 
off period and we think that’s a cool thing to offer.

1.4 When does your energy supply start?
We will notify you in writing of a date (which will be after the cooling off period) when we will commence the actual supply of 
energy to your premises. The supply of electricity and the supply of natural gas may start on different days, specified by us.

Your energy supply may start earlier than that date if the supply involves the provision of a new connection service to the 
premises or if you were being supplied by a retail supplier under a “new occupant supply arrangement” or an “exempt last 
resort arrangement,” as defined in the Regulations.

1.5 Do you have to pay for electricity that has been supplied before your Energy Contract starts? 
If you have been supplied electricity by a retail supplier immediately before the start of your supply under this Energy Contract 
and that supply lasted 14 days or less, in the case of a “new occupant supply arrangement,” or 1 month or less, in the case of 
an “exempt last resort arrangement,” as defined in the Regulations, then you are liable to us for payment for that applicable 
period only and not for a longer period. 

You will not be liable to us if you pay another retail supplier for the supply of that electricity.

1.6 What happens after the 10 day cooling off period?
After the 10 day cooling off period your Energy Contract is confirmed and you will receive a Welcome Pack from us. If you 
wish to cancel your Energy Contract after the cooling off period, you will need to provide us with at least 72 hours written 
notice. 

You should be aware that you might have to pay us charges or fees for cancellation of your Energy Contract after the 10 day 
cooling off period. Any applicable charges or fees will be detailed in your Energy Contract and you acknowledge that such 
fees and charges are genuine pre-estimates of the costs and expenses that we will suffer as a result of the cancellation or 
disconnection.
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1.7 What happens at the end of your Energy Contract term?
We will send you a written notice at least 21 days before your Energy Contract Expiry Date. Our notice will provide you with 
details of: 
	 •	 the Expiry Date of your Energy Contract;
	 •	 the contract renewal or cancellation options available to you as well as including any revised Pricing Schedule or  
	 	 new terms and conditions that will apply to a renewed Energy Contract term; and 
	 •	 details of other options available to you as required by the Energy Laws. 

If we do not receive a response to our notice before the Expiry Date, advising us that you wish to cancel your Energy Contract 
or accepting other arrangements that we might offer, you agree to extend your supply arrangements for the further term and 
on the terms and conditions contained in our notice.

1.8 Who arranges for connections?
We do not control the physical delivery of energy to your premises. Instead an Energy Distributor is responsible for the physical 
delivery of energy to your premises. To deliver energy to your premises, a contract for connection services is required for new 
connections.

If you wish for us to arrange your connection to an Energy Distribution System (for electricity, gas or both) and you pay any 
applicable connection charge, then we will request the relevant Energy Distributor to connect you as soon as practicable. These 
connection services will be provided to you under a standard form customer connection contract. Under the law, you will be 
deemed to have entered into such an agreement with an Energy Distributor on the day that we make that application. 

If we do apply on your behalf then you must pay us the charges for the connection services provided to you by an Energy 
Distributor. 

Nothing in your Energy Contract stops you from making your own arrangements directly with the Energy Distributor for the 
provision of customer connection services for electricity. If you want to do this then we will give you the contract details of the 
Energy Distributor.

Any costs payable by you for the connection of your premises to an Energy Distribution System is in addition to other amounts 
that you must pay us for amounts charged to us by an Energy Distributor in respect to the supply of energy to your premises 
during the term of your Energy Contract. 

1.9 What installation and service requirements must be satisfied? 
If equipment needs to be installed on your premises or serviced or maintained in order for us to supply energy to you or 
otherwise comply with your Energy Contract, we will give you written notice of any installation or servicing and you must 
permit us or our representative to carry out that installation or servicing. If after giving you that notice you do not grant that 
permission or the necessary access to your premises then our obligations under your Energy Contract are suspended until you 
do. 

We may pass through to you additional costs incurred by us as a result of the installation or operation of equipment and we 
may include this in a subsequent Energy Account.

1.10 Who looks after the metering equipment? 
You are required to: 
	 •	 keep all energy supply equipment installed at your premises in a safe condition; 
	 •	 not allow any person other than an accredited electricity or gas installer to perform work on an electrical or gas 
	 	 installation, respectively; 
	 •	 provide or procure safe, convenient and unhindered access to your premises and meter for the purpose of reading  
		  your meter and for connection, disconnection and reconnection and to the energy supply equipment installed at your  
	 	 premises so as to permit any work required by your Energy Contract or the Energy Laws to be carried out; 
	 •	 not interfere with, or permit another person to interfere with, the safe and orderly operation of the Energy  
	 	 Distribution System to which your premises is connected; 
	 •	 not use the energy supply in a way that may cause harm to third parties or be in breach of the Energy Laws; 
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	 •	 provide space, housing, mounting and connecting facilities for each meter and control apparatus provided by us or  
	 	 the Energy Distributor; and 
	 •	 not break or interfere with a seal or meter on a control apparatus.

1.11 Efficient energy consumption
If you request it, we will provide to you free of charge information about efficient energy consumption and tips on how to 
reduce your Energy Account. We will also provide such other information as you may reasonably request about your Energy 
Account with us or which we are obliged by the Energy Laws to provide. 

1.12 Obligation to supply suspended 
If and for so long as your premises are disconnected from an Energy Distribution System for any reason then our obligation to 
supply that energy to you is suspended. 

1.13 Owner of the premises 
If you are not the owner of the premises to which we supply energy under this Energy Contract then any obligation for you to 
provide us or our representative with safe, convenient and unhindered access to the premises and meter includes an obligation 
to procure the permission from the owner of the premises to enable us to access your premises and meter if that is necessary.

2. Billing and Payment

2.1 What will we charge you?
We will bill you for your estimated or measured (subject to the terms below) consumption of electricity or natural gas or 
both during a billing period, including without limitation, any fees and charges detailed in your Pricing Schedule relating to 
connection services, disconnection, metering services or contract cancellation. 

You have 12 Business Days from the date that we send your Energy Account to pay the total amount owing including GST.

You are not obliged by this Energy Contract to pay any amount to us for energy supply unless the basis for calculating that 
amount is set out in the Energy Contract. Your Pricing Schedule, which forms part of your Energy Contract, will set out the 
different tariffs payable by you for different categories of energy supplied by us. We will apply your payments to our charges 
for the sale of electricity and the sale of gas as directed by you, or if you do not give a direction, then in proportion to the 
relative value of the electricity and gas charges.

You can find information with respect to your Energy Accounts and billing by us on www.australianpowerandgas.com.au or by 
calling us on 133 298.

Our energy discounts are set against the current Regulated Retail Tariffs that have been approved by the government and 
which apply to your area. The tariff applicable to your Energy Contract (Your rates) will be based on the Regulated Retail Tariff 
we determine applicable to your premises. Your rates and the Regulated Retail Tariff may change during the course of your 
Energy Contract. If that happens, we are entitled to revise the tariffs or Your rates set out in the Pricing Schedule applicable to 
your Energy Contract. We will advise you of changes to the tariffs or Your rates in writing as soon as practicable and, in any 
event, no later than your next Energy Account.

Any percentage discount amount or other credit offered in your Energy Offer is fixed for the term of your Energy Contract, 
unless the term is extended or renewed under clause 1.7.

If you selected a product when signing the Energy Offer for which we charge a premium, that premium will be set out in the 
Pricing Schedule and it will be payable by you as part of your Energy Account.

If a prompt payment discount was offered to you in the Energy Offer and you pay your Energy Account on or before the due 
date, we will further reduce the overall amount that we bill you by the percentage stated in the Energy Offer. 

If it is included in the product selected by you in the Energy Offer we will also give you a one-off credit to your first Energy 
Account of the amount stated in the Energy Offer. 
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2.2 Additional charges
From time to time government or Energy Distributors or other industry participants may impose on us new or increased charges 
or taxes relating to the supply of energy to you.

Consistent with the law, we may pass the liability for these charges or taxes onto you by providing you notice of any changes 
as soon as possible, and in any event no later than your next Energy Account. All such charges or taxes will be included in your 
Energy Account and be payable to us. 

2.3 About your Energy Account 
We will issue your Energy Account at least once every three months. We will send the Energy Account to you at your 
nominated address or email address. 

The Regulations set out various matters that will be included in an Energy Account. 

We may engage third party contractors as our agents for the purposes of preparing, sending and otherwise processing your 
Energy Accounts and payment of your Energy Account. We may share your account information, including energy usage data, 
with such third parties provided that they comply with our Privacy Policy and clause 10 of these Terms and Conditions. We 
shall remain responsible for compliance with the Privacy Act in relation to your personal information even if we supply such 
information to third party agents. 

You acknowledge that an Energy Account sent to you on our behalf by any third party agent shall be payable by you to us as if 
sent by us. 

2.4 Paying your Energy Account 
You can pay your Energy Account using any of the payment methods listed on your Energy Account. If you do not pay your 
Energy Account on time we may require you to pay our costs for recovering the billed amount from you (including GST). We 
may include an amount representing those costs on a subsequent Energy Account. 

If direct debiting was offered to you on the Energy Offer and you have elected to pay your Energy Account by direct debit and 
have completed a direct debit authorisation form then we will deduct the amount of an Energy Account from your nominated 
account. It’s that simple. If there are insufficient funds in your account such that a direct debit is declined, any fees imposed on 
us by a financial institution are payable by you under this Energy Contract and we may include them in a subsequent Energy 
Account. 

You agree that such a late fee and such interest charges are genuine pre-estimates of the losses suffered by us as a result of 
your failure to pay the amounts due to us.

You indemnify us in respect of any fees, charges and costs incurred by us as a direct result of any failure by you to pay by the 
due date an amount billed by us. You agree that such fees, charges and costs are due to us as charges relating to the supply of 
energy to you under this Energy Contract. 

2.5 Payment difficulties 
If you’re having difficulties paying your Energy Account by the pay date you must contact us as soon as possible on 133 298. 
We will provide you with information about various payment options and Government funded relief schemes that you may be 
eligible for. 

2.6 What if you disagree with your Energy Account? 
You can ask us to review your account. The review will be undertaken in accordance with the appropriate regulatory 
requirements (which can be found on www.ipart.nsw.gov.au). If you have been overcharged, we will refund you in accordance 
with the Regulations. 
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2.7 Meter readings and estimation 
Each Energy Account you receive will, where possible, be based on an actual meter reading. If meter data is not available 
we can estimate the energy you have consumed during the period covered by an Energy Account, in compliance with the 
Regulations. When reliable meter data is obtained for that period we will adjust your account for the difference between the 
estimate and the actual amount of energy used. We will have your meter read at least once every six months. 

You will allow safe access to your meter by meter readers and authorised officers at all reasonable times.

2.8 Is a security deposit required?
We may require you to pay us a security deposit if you:
	 •	 still owe us money from another premises;
	 •	 have used energy unlawfully; or
	 •	 have a poor credit history in our reasonable opinion. 

Your security deposit will be deposited by us into our bank account and it will accrue interest at a rate that is not less than the 
Published Rate. 

The amount of the security deposit will not exceed our estimate of your energy costs over a three month period. We will use 
your security deposit (and any interest earned from depositing the amount in our bank account) to offset any amount you 
owe us under your Energy Contract. We may not use any part of your security deposit (or any interest earned on it) to recover 
amounts due to us from you for charges for things other than energy supply or connection services arranged by us.

On cancellation of your Energy Contract we will return to you the balance of the security deposit (including interest accrued 
on the security deposit from day to day) after all amounts owing to us from you for charges relating to energy supply or 
connection services have been paid.

3. Customer Service Standards

3.1 Compliance with requirements
The guaranteed customer service standards set out in this Energy Contract comply with the requirements imposed under the 
Electricity Supply Act 1995 and the Gas Supply Act 1996.

3.2 Telephone numbers for faults and emergencies
We will include on your Energy Account the details of a contact phone number that operates 24 hours a day, seven days a 
week which you can call for no more than the price of a local telephone call so as to get (or give us) information about faults, 
difficulties and emergencies relating to your energy supply.

3.3 Customer service enquiries
You can call us during our business hours on 133 298 for all enquires relating to your account and customer connection services 
provided to you by us, for no more than the price of a local telephone call.

3.4 Making it on time to appointments
We understand how frustrating waiting can be, that’s why we will do our very best to get our representative there on time 
every time. If we (or our representative) keep you (or your representative) waiting for more than 15 minutes from the agreed 
meeting time we will credit $25 to your next Energy Account: we think that’s fair and simple.

3.5 Discontinuation of supply 
The circumstances in which we can discontinue your energy supply (including requesting that your premises be disconnected 
by an Energy Distributor from an Energy Distribution System) and the procedure we must follow before doing this are set out in 
clause 4 of these Terms and Conditions. 

3.6 Minimum standards of service 
We are committed to providing quality and reliable energy supplies. We are therefore obligated to satisfy the minimum 
standards of service that are published on our website www.australianpowerandgas.com.au from time to time or which can be 
obtained by calling us on 133 298.
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4. Discontinuing energy supply at our request.

4.1 Why would we arrange to discontinue your energy supply? 
There are a number of circumstances in which we will become entitled to commence the process for discontinuing your energy 
supply contemplated by clause 4.2. These are as follows: 
	 •	 if you do not pay your Energy Account by the due date and it remains unpaid seven days after we have given you  
	 	 written notice that you have not paid your Energy Account; 
	 •	 if you or the person who owns or occupies your premises fails to provide a security deposit if required by us under  
	 	 your Energy Contract; 
	 •	 if you or the person who owns or occupies your premises refuses or fails to give an authorised person access to your  
		  premises in according with any right to access provided for in the Electricity Supply Act 1995 or the Gas Supply Act 
		  1996 or your Energy Contract; 
	 •	 if you or the person who owns or occupies your premises has obstructed the authorised person in relation to any act,  
	 	 matter or thing done or to be done in carrying out any function under your Energy Contract; 
	 •	 if a receiver, administrator, bankruptcy trustee or liquidator is appointed over any of your assets;  
	 •	 if you fail to comply with the terms of your Energy Contract in any material way; 
	 •	 for health, safety, maintenance or regulatory reasons; or 
	 •	 in case of emergencies. 

4.2 Process for discontinuing your energy supply
We will not discontinue the energy supply to your premises (including requesting an Energy Distributor to disconnect your 
premises from an Energy Distribution System) unless we have complied with the requirements of this Energy Contract. 

We will not take any action to discontinue your supply of energy (natural gas, electricity or both) unless we have sent you at 
least two written notices of our intention to do so (these notices will be sent at least one week apart). 

The notices we give you under this clause will provide details of why we are entitled to discontinue your energy supply, specify 
the proposed date of discontinuation and advise you of your rights, including your right to refer the matter to the Energy & 
Water Ombudsman NSW (EWON). 

In addition to these notices we will make reasonable attempts to contact you in person or by telephone during business hours 
for the purpose of assisting you to do whatever is necessary to remove the grounds for discontinuation referred to in the 
notices. 

In any such telephone or personal contact we make with you we must also provide details of why we intend to discontinue 
your energy supply, specify the proposed date of discontinuation and advise you of your rights, including your right to refer the 
matter to EWON.

If all of our other attempts to contact you by telephone or in person are not successful then we may not discontinue your 
energy supply until after one further attempt is made by us to contact you by telephone or in person outside of business hours.

We will document every action we take to contact you by telephone or in person. 

If one of our grounds for intending to discontinue your energy supply is that you have not paid your Energy Account, either for 
connection services or supply of energy, then in any notice we send you or in contacting you by telephone or in person, we will 
also advise you of any government funded rebate or relief schemes that are relevant to you and of any payment plan that is 
offered by us.

No discontinuation will happen until after the date specified in the notices. This date will be at least 14 days from the date we 
send you the first notice.

If you have requested that EWON resolve a complaint made by you, then:
	 •	 in respect of electricity, we will not discontinue your supply until the date that is three Business Days after the date on  
		  which your complaint is referred to EWON. If before those three Business Days have elapsed EWON directs that we  
	 	 may not discontinue your supply then we will not take such action; or
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	 •	 in respect of natural gas, until the matter is determined by EWON (or EWON directs us not to discontinue supply).

In respect of electricity we will not discontinue or arrange for discontinuation while:
	 •	 a life support machine is required at the supply address and we have been made aware of the life support machine;  
		  or
	 •	 an application by you for assistance under a concession, rebate or other government relief program or payment plan  
		  offered by us is pending.

In respect of natural gas, we will not discontinue supply or arrange for discontinuation of supply:
	 •	 on a Friday, Saturday, Sunday, a public holiday or a day before a public holiday;
	 •	 after 3pm on any other day; or
	 •	 while an application is pending from you for assistance under any government funded rebate or relief scheme.

Where we are entitled to discontinue supply of energy to you and have otherwise complied with this clause then we are 
entitled to request that an Energy Distributor disconnect your premises from an Energy Distribution System. 

4.3 After disconnection
If your energy supply has been disconnected from the Energy Distribution System at our request under this clause then, 
following disconnection, we will give you a further notice that states: 
	 •	 that your premises have been disconnected; 
	 •	 the energy type or types (electricity, natural gas, or both) for which the disconnection applies;
	 •	 the grounds on which your premises were disconnected from the Energy Distribution System; 
	 •	 a telephone number to contact for the purpose of enabling you to discuss the matter with a person acting on our  
	 	 behalf;
	 •	 the arrangements that you must make if you wish to reconnect the premises to the Energy Distribution System,  
	 	 including any costs payable by you for doing so; and 
	 •	 the dispute resolution procedures that are available to you in relation to disputes between the Energy Distributor and  
		  you. 

4.4 Process for recommencement of your energy supply 
Provided any breach of this Energy Contract by you has been rectified within a reasonable time and you are entitled to be 
reconnected, then we will arrange for the recommencement of your energy supply. 

We will promptly notify the relevant Energy Distributor of any request by you to reconnect your energy supply. 

In respect of natural gas we will use our best endeavours to recommence supply to you within the following periods: 
	 (a)	if your request is made before 3pm on a Business Day, then on the day of your request; or 
	 (b)	if your request is made after 3pm on a Business Day, then on the next Business Day after your request; or 
	 (c)	if your request is made after 3pm on a Business Day and you pay an afterhours connection charge to us, then on the  
		  day of your request. 

The relevant Energy Distributor’s standard reconnection fee will apply if your request is made between 9am and 3pm. However 
if your request is made outside these hours an after-hours reconnection fee will be required, which will not be payable if you 
allow us to reconnect your energy supply the following day. 

If your premises were disconnected due to an emergency then we will arrange for the reconnection your premises as soon as it 
is safe to do so and otherwise in accordance with the law. 

4.5 Other rights 
Nothing in this Energy Contract affects:
	 •	 any right or obligation of the Energy Distributor or us under any law or a contract for connection services with you to 
	 	 refuse to supply, or to disconnect or interrupt energy supply to your premises; or 
	 •	 our obligation to discontinue electricity or gas supply to your premises if an order is made under section 73(1)(b) of  
		  the Electricity Supply Act 1995 or section 73(1)(b) of the Gas Supply Act 1996.
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5. Connection and disconnection of supply at your request

5.1 Transfer to new premises
If you are moving to new premises you will need to make arrangements to ensure your energy supply is discontinued at your 
old premises and recommenced or connected at your new premises. Please call us on 133 298 to make these arrangements. 

If you move to an area that is serviced by us, we will transfer your existing Energy Contract to your new premises without 
charging you a cancellation fee in respect of your old premises (but disconnection fees may be payable to the Energy 
Distributor). 

5.2 Disconnection
If you would like to arrange for the discontinuation of energy supply (including disconnection from an Energy Distribution 
System) then we require you to give us at least 72 hours (in the case of natural gas, three Business Days) notice to make 
arrangements on your behalf. Your Pricing Schedule sets out your liability in respect of any additional charges imposed on us. 
You can give us notice in accordance with clause 11.3.

A contract cancellation fee may also apply (set out in your Energy Contract) if you arrange to cancel your Energy Contract prior 
to the Expiry Date.

6. Cancelling your Energy Contract

6.1 Your Energy Contract expiry date
Unless extended under clause 1.7, your Energy Contract expires on the Expiry Date.

6.2 Cancellation by you
You may cancel your Energy Contract in respect of:
	 •	 natural gas only or both natural gas and electricity if your Energy Contract is for natural gas and electricity; or
	 •	 electricity if your Energy Contract is for only electricity,

by asking us to discontinue supplying energy under clause 5.2 (unless you have requested that your Energy Contract be 
transferred to your new premises under clause 5.1). 

If your Energy Contract is for the supply of both natural gas and electricity and you cancel your Energy Contract in respect of 
natural gas only, then:
	 •	 at our option we can issue a notice to you requiring you to enter into a new energy contract for the supply only of  
		  electricity, in which case your Energy Contract shall cancel and the new Energy Contract shall commence upon the  
	 	 expiration of a cooling off period applicable to the new energy contract; or 
	 •	 if we do not give you any such notice then your Energy Contract shall continue to be binding on you and us in  
		  accordance with its terms as if all references to “energy” were references to “electricity” and to the extent that a  
		  term and condition relates to the supply of natural gas it shall be of no further effect.

6.3 Cancellation by us 
We may, by written notice to you, cancel your Energy Contract if we discontinue supply of energy under clause 4, or if 
your premises are disconnected from an Energy Distribution System for whatever reason. Discontinuation of supply and 
disconnection of your premises from an Energy Distribution System do not automatically terminate your Energy Contract. 

We must cancel your Energy Contract if you are transferred to another retail supplier under “last resort supply arrangements” 
under the Regulations, with cancellation of your Energy Contract occurring on the date of transfer. 

6.4 Cancellation date 
Cancellation of your Energy Contract for gas or electricity occurs on the date specified in our notice under clause 6.3, or the 
date that the supply of that energy to your premises starts under another energy supply contract (whether with us or another 
energy retail supplier), whichever occurs first. 
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6.5 Effect of cancellation 
Cancellation does not affect any right arising before cancellation that you have against us or that we have against you. 

If your Energy Contract is for both natural gas and electricity and your Energy Contract is cancelled under clause 6 in respect of 
natural gas only, your Energy Contract in respect of electricity will continue until the earlier of the Expiry Dates and termination 
of your Energy Contract in accordance with your Energy Contract. 

7. Your acknowledgement about marketing 
By signing your Energy Contract (on the Energy Offer) you declare and acknowledge that you have been made aware of or 
received from us the following information: 

	 (a)	 the name, street address and contact number of the Marketer and, if different, the retail supplier with whom your  
	 	 Energy Contract will be entered into; 
	 (b)	 the existence of any fee or commission that the Marketer is entitled to receive from us pursuant to the Marketer’s  
	 	 role in arranging or facilitating your Energy Contract with you; 
	 (c)	 the premises to which your Energy Contract is to apply; 
	 (d)	 the time period for which the acceptance of the offer to enter into your Energy Contract is valid; 
	 (e)	 the duration of your Energy Contract including any available extension and the terms and conditions, including any  
	 	 fees applicable, of any such extension of the Energy Contract; 
	 (f)	 the extent to which the price offered is inclusive of all costs. If the price offer does not include all costs, then those  
	 	 costs that are not included, together with how they will be charged have been disclosed; 
	 (g)	 your right to an applicable Standard Form Contract and how the terms of the offered Energy Contract (including all  
	 	 costs) differ from any applicable Standard Form Contract; 
	 (h)	 your rights and obligations as prescribed by the Regulations following the cooling off period; 
	 (i)	 the name, street address and contact number of the person responsible for arranging connection services;
	 (j)	 any requirements for you to pay security deposits and when such deposits will be payable;
	 (k)	 any penalties or charges that may be imposed on you for variation in load, early cancellation, or otherwise (as  
	 	 applicable);
	 (l)	 your right to bring complaints to EWON;
	 (m)	 the existence of the Code and the fact that it is binding on energy marketers;
	 (n)	 details of conditions relating to your entitlement to any cooling off period;
	 (o)	 the expected date of commencement of the supply of energy under the Energy Contract; 
	 (p)	 by signing the Energy Contract, you are consenting to transfer to the retail supplier of your choice;
	 (q)	 any other information reasonably necessary for you to make an informed decision about whether or not to enter  
	 	 into the Energy Contract offered by the Marketer;
	 (r)	 the date on which you will receive a copy of the Energy Contract; and 
	 (s)	 where requested by you, that you have received the following information:
	 a.	 all terms and conditions of the Energy Contract offered by the Marketer;
	 b.	 your rights under the terms and conditions of any applicable Standard Form Contract;
	 c.	 your entitlements to any concessions or rebates;
	 d.	 the arrangements that are in place for competition in the supply of electricity and/or natural gas (if  
	 	 applicable) in the jurisdiction in that which your premises are located; and 
	 e.	 your rights and the Marketer’s obligation under the Code.

8. Transfer because of last resort arrangements
Despite anything else to the contrary in your Energy Contract, you may transfer or be transferred to another retail supplier 
of energy if “last resort supply arrangements” are implemented with respect to you and we are not entitled to be paid any 
compensation or other payment by you in respect of such a transfer. Your liability to us in respect of energy supplied or other 
services provided to you prior to such transfer is not removed, reduced or otherwise affected by any such transfer.

9. What to do if you’re not happy with our service
We believe you have more important things to worry about than your energy needs. That’s why if you’re not satisfied with our 
service we want to fix the problem fast. Please call us on 133 298 and we will make every effort to fix the problem in the first 
instance.
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If you are still not satisfied you may raise a formal complaint and request us to follow the procedures outlined in our Complaints 
and Disputes leaflets available by calling 133 298 or at www.australianpowerandgas.com.au. 

If again you are not satisfied with this process, you may refer the matter to EWON on 1800 246 545 or follow the procedure 
set out at www.ewon.com.au. We are obliged to comply with any final and binding determination under that procedure. 

10. Is my personal information kept private and confidential? 
We take your privacy and confidentiality extremely seriously. We will at all times comply with the Privacy Act 1988 (Cth) 
standards of collection and disclosure of and access to personal information. We will also comply with our published Privacy 
Policy. 

You have a right to have your personal information kept confidential: unless you have consented, we must not give out 
information about you. Where allowed by privacy and other applicable laws, we will use your personal information in order to 
sell, deliver and market energy to you.

Your Energy Contract constitutes a contract for consumer credit.  We may give information about you to a credit reporting 
agency for the purpose of obtaining a consumer credit report about you and/or allowing the credit reporting agency to create 
or maintain a credit information file containing information about you.  This information may be given by us before, during or 
after the provision of credit to you and limited to:
	 •	 your name, address and driver’s licence number; 
	 •	 the fact that you have applied for credit under you Energy Contract; 
	 •	 the fact that we are a current credit provider to you; 
	 •	 the existence of loan repayments which are overdue by more than 60 days and for which debt collection action has  
	 	 started;
	 •	 advice that your loan repayments are no longer overdue in respect of any default that has been listed;
	 •	 that in our opinion you have committed a serious credit infringement (that is, acted fraudulently or shown an  
	 	 intention not to comply with your credit obligations; and 
	 •	 cheques drawn by you for $100 or more which have been dishonoured more than once.  

It is your right not to provide personal information to us. If you do not provide us with personal information that we need or 
reasonably request from you in order to supply energy to you under your Energy Contract, then we are not obliged to supply 
energy to you under your Energy Contract. 

For a full version of our Privacy Policy please call 133 298 or download it from www.australianpowerandgas.com.au

You agree to also keep confidential all reasonably commercially sensitive or confidential information relating to your Energy 
Contract. 

11. Other things you should know about your Energy Contract 

11.1 Interruption to supply
 If the supply of natural gas to your premises is curtailed, disrupted, or interrupted, we or the Energy Distributor may give you 
notice requiring you to curtail or to cease use of gas at your premises. If we or the Energy Distributor gives you notice you must 
comply with that notice. 

11.2 Liability 
We do not physically deliver energy to your premises. Your Energy Distributor is responsible for the delivery of energy and to 
the extent permitted by law we are not responsible for any act, omission, default or negligence of any third party including the 
Energy Distributor. Accordingly, to the extent permitted by law we are not liable for any curtailment, disruption or interruption 
of energy supply or the quality of the energy supplied. If we are to any extent liable under this Energy Contract, in tort or under 
statute, then to the extent permitted by law our liability is limited to the resupply of energy and we are not otherwise liable for 
any direct or special loss for breach of contract or for any tort, including negligence. 
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Without limiting the previous paragraph, you agree to: 
	 (a)	release us from any and all liability to you, including where that liability arises from a claim brought by you against  
		  an Energy Distributor or other supplier of energy, in respect of losses, costs and damages suffered by you as a result  
		  of a failure to supply energy to you, including without limitation a failure resulting from the negligence of an Energy  
	 	 Distributor or other supplier of energy or any of its employees or agents; and 
	 (b)	indemnify us in respect of any liability that we have to an Energy Distributor or other supplier of energy for liabilities,  
		  losses, costs and damages suffered or incurred by that Energy Distributor or other supplier of energy as a result of a  
		  claim brought by you against them in respect of a failure to supply energy, including without limitation a failure 
		  resulting from the negligence of an Energy Distributor or other supplier of energy or any of its employees or agents.

11.3 Notices
Unless otherwise stated expressly, notices by us may be given by short message service(SMS), telephone, fax, email, or post to 
the number, email or postal address as set out in the Energy Offer. If your contact details are going to change, you must give us 
advance notice of the change. 

Any notice you are required to give us must be in writing which may be given by fax to1300799141, email to enquiries@
australianpowerandgas.com.au or post to Australian Power & Gas, GPO Box 8, Sydney NSW 2001 or such other details as we 
may advise you in writing. 

Notices sent by:
	 •	 SMS or telephone are effective immediately;
	 •	 email are treated as received when the sender receives confirmation that the email has been received by the recipient;
	 •	 fax are treated as received when the sender’s fax machine prints a transmission report confirming the fax was sent;  
		  and
	 •	 post are treated as received two days after posting. 

An Energy Account sent by us is not a notice for the purposes of this Energy Contract but a notice may be included with an 
Energy Account.

11.4 Assignment
You may not assign this contract to any person unless you have received our explicit written consent which we may withhold in 
our absolute discretion.

Provided we comply with the requirements of the Energy Laws, and any conditions imposed by IPART or under the Energy 
Laws or our Licences, we may, without your consent and upon providing you with written notice, assign the benefit of this 
Energy Contract to any Related Body Corporate who is licensed to retain energy under the Energy Laws or to whom our 
licences under the Energy Laws are transferred, or assign the benefit of your Energy Contract by way of security to any provider 
of finance.

11.5 Variations to your Energy Contract
Your Energy Contract can be varied by us giving you written notice of the variations or changes. Such changes will take effect 
10 days after the date on which the notice is received by you. If you do not agree with the proposed changes then you may 
cancel your Energy Contract in accordance with clause 6.2. You cannot amend or vary your Energy Contract without our 
consent.

11.6 Compliance with Energy Laws
The Energy Contract complies with the applicable provisions of the Energy Laws, and all instruments and market operations 
rules made under that legislation.

11.7 Force Majeure
Your obligations to pay us for energy consumed under your Energy Contract are suspended to the extent they are affected by 
a Force Majeure Event for so long as the Force Majeure Event continues. This does not extend to any obligation to pay money. 
We will use our best endeavours to provide you notice of the full particulars of the Force Majeure Event (which may include the 
establishment of a 24 hour hot line). 
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11.8 Governing Law and jurisdiction 
Your Energy Contract is governed by and is to be construed in accordance with the laws applicable in New South Wales. Each 
party irrevocably and unconditionally submits to the non-exclusive jurisdiction of the courts of New South Wales and any 
courts which have jurisdiction to hear appeals from any of those courts and waives any right to object to any proceedings being 
brought in those courts. 

11.9 GST 
Where an amount charged under your Energy Contract for a supply by us to you is expressed to be GST-exclusive then an 
additional amount will be payable by you equal to the GST on that amount. 

11.10 Severability 
If any provision of this Energy Contract is unenforceable, it will be ineffective and will not affect the operation of the remaining 
provisions. 
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12 Glossary of terms used in this document 
Terms defined in the Energy Laws and used in this Energy Contract have the same meaning in this Energy Contract. Where 
a term is defined in the Energy Laws both in relation to electricity and in relation to natural gas, then that term will have the 
corresponding meanings in this Energy Contract when used in relation to electricity or natural gas as the case requires. 
Business Day means a day that is not a Saturday, Sunday or a public holiday in Sydney. 

Code means the NSW Marketing Code of Conduct approved by the NSW Minister for Energy and Utilities and issued, under 
section 63G of the Electricity Supply Act 1995 and section 33N of the Gas Supply Act 1996, and published in the NSW 
Government Gazette dated 31 May 2002.

Commencement Date means the date that you sign your Energy Offer. 

Default Rate is the rate equal to the lesser of: 
	 (a) the aggregate of 2% and the Published Rate calculated on a daily basis and a year of 365 days; and 
	 (b) the rate prescribed under section 95(1) of the Supreme Court Act 1970 (NSW) or if that rate ceases to be applicable 
		  then the rate prescribed under section 101(3) of the Civil Procedure Act 2005 (NSW) for payment of interest on a 
		  judgment debt.

Energy Account means the invoice detailing the amount charged by us for the energy you use.

Energy Distribution System means, in the case of electricity, a “distribution system” as defined in the Electricity Supply Act 
1995, and in the case of natural gas means a “distribution system” as defined in the Gas Supply Act 1996.

Energy Distributor means a person who holds a distribution network service provider licence under the Electricity Supply Act 
1995 or a supplier authority under the Gas Supply Act 1996 as the case may be.

Energy Laws means the Electricity Supply Act 1995, Electricity Supply (General) Regulation 2001, Gas Supply Act 1996, 
Gas Supply (Natural Gas Retail Competition) Regulation 2001, National Electricity (New South Wales) Act 1997 and the 
instruments passed under such legislation.

Energy Offer means the written offer that you signed, or the document you received from us confirming your agreement, to 
purchase gas or electricity or both from us and forming part of your Energy Contract.

EWON means the Energy & Water Ombudsman NSW.

Expiry Date means the date specified on the Energy Offer (or stated during the recorded conversation with our Marketer) or if 
the Energy Contract is extended under clause 1.7 for a period of time then it means the last day of that period.

Force Majeure Event means any circumstance or event outside the reasonable control of you or us.

IPART means the Independent Pricing and Regulatory Tribunal of New South Wales.

Licences means the electricity retail licence and gas retail authorisation held by us from time to time pursuant to the Energy 
Laws.

Marketer means in respect of electricity has the same meaning as “electricity marketer” in the Electricity Supply Act 1995 and 
in respect of gas has the same meaning as “gas marketer” in the Gas Supply Act 1996 and any instrument made under any of 
them.
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Pricing Schedule means the document provided to you at the time that you received the Energy Offer, containing details of 
tariffs, fees and charges and forming part of your Energy Contract.

Published Rate for any day means the rate for that day described as the 90 Day Bank Bill Swap Reference Rate:-Average Bid 
(Source: ANZ) published in the Australian Financial Review from time to time (expressed as a yield percent per annum) or, 
if there is no such rate at any relevant time, any substitute replacement reference rate published in the Australian Financial 
Review from time to time provided that when a day is not a Business Day, the rate for that day will be the rate published in the 
Australian Financial Review on the next following Business Day.

Regulated Retail Tariffs means the tariffs made pursuant to Division 3 of the Gas Supply Act 1996 and Division 5 of the 
Electricity Supply Act 1995.

Regulations means the Electricity Supply (General) Regulation 2001 and Gas Supply (Natural Gas Retail Competition) 
Regulation 2001.

Related Body Corporate has the meaning given to it in the Corporations Act 2001(Cth).

Small Retail Customer means a “small retail customer” as defined in the Electricity Supply Act 1995 or the Gas Supply Act 
1996 as the case may be.

Standard Form Contract means in relation to electricity, a standard form customer supply contract as defined in the Electricity 
Supply Act 1995 and in relation to gas, a contract that is declared by the regulations under the Gas Supply Act 1996 to be a 
standard form contract.
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Interpreter services

ENGLISH

TRADITIONAL CHINESE

GREEK

SPANISH

VIETNAMESE

ITALIAN

ARABIC


